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STRATEGIC COMMUNICATIONS PLAN

Purpose

This comprehensive Strategic Communications Plan focuses on the two-year construction phase
of the elevated water tower project. The purpose is to promote effective communication while
incorporating the views, concerns, and issues of stakeholders. As public involvement techniques
are as different and varied as the projects and the people who participate, this Plan provides
guiding principles, strategies, goals, roles, objectives, and schedules for effective
communication for this particular project.

Guiding Principles

Building trust and credibility is an important aspect of public outreach. The City of Idaho Falls
earns trust by acting in a fashion that demonstrates that public input is heard and valued. Trust
is built by making relevant information available and accessible to people. Proper
communication will ensure that people know what is happening, why it is happening, and how
they fit into the process. The City’s communications team recommends being forthcoming with
information early and often. Information should be shared through the regular communication
channels by providing visuals of the project with content that is written in plain language that is
easy for all audiences to comprehend. The communications team will continually encourage
stakeholders to remain engaged and informed of the project by attending meetings and/or
signing up for various communication tools that the City of Idaho Falls uses.

City projects and plans are more likely to be accepted and supported by stakeholders who are
informed, understand the project, have been given an opportunity to provide feedback during
public comment periods, and who continue to be updated throughout the duration of the
project. Addressing concerns of stakeholders will help gather “buy-in” for the project while
ensuring that people are heard, even if they don’t completely agree with the outcome. Public
education is vital because it allows the City to be transparent and inform people about critical
issues.

To meet project and stakeholder needs the communications team encourages public
involvement planning be done early in the project process and include representation by the
department’s lead public information officer (PIO) with the assistance from additional City PIOs
as needed to accomplish the overarching goal of speaking with one unified voice to provide the
community with consistent, timely, and accurate information.

Additional Guiding Principles
e Promote goals.
e Disseminate information.
e Implement and promote opportunities and mechanisms.
e Promote communication.
e Utilize a variety of targeted communication methods.
e Afford city officials opportunities to relay information and exercise ongoing oversight of
this Communications Plan.
e Provide a unified, coherent voice.
e Adhere to traditional and social media policies.



e Adhere to graphic design standards.

e Foster a mindset of continual planning to keep communication efforts fresh and
responsive.

e Promote communications between the City of Idaho Falls, its departments, and various
stakeholders.

e Allocate funding in the budget for the public outreach material needed to accomplish
the communication goals outlined in this plan.

Project Leadership

e |daho Falls Mayor, Rebecca Casper

e Chief of Staff, Bud Cranor

e Public Works Director, Chris Fredericksen

e Assistant Public Works Director, Chris Canfield
e Water Superintendent, David Richards

Communications Team

e Project Lead PIO, Kerry Hammon
e City PIO, Eric Grossarth

Subject Matter Experts

Members of the communications team are the subject matter experts on communications and
outreach needs and strategies. They serve as resources to project leadership.

Public Outreach Planner (POP) Score

Given the significant amount of projects conducted by the City of Idaho Falls, most of which
require some level of public outreach, a Public Outreach Planner (POP) tool is being developed
to assist leadership with determining the outreach level and associated resources needed for
major projects and other significant public outreach needs. As the tool is still in development,
the Idaho Transportation Department’s POP tool served as a guide for this project.

The construction phase of the elevated water tower project was processed through the POP
scoring tool, resulting in a POP score of four (4). Although the POP scores provide personnel the
benefit of being able to plan for and manage multiple projects, personnel should be mindful
that public outreach is a dynamic process, and adjustments are often required over the
duration of the project. The project may move from one POP level to another as the project
progresses and therefore personnel should be granted flexibility to adjust the POP score and
this Plan as needed. Project leadership and the communications team will review this Plan
regularly and make adjustments as needed.

Communications Plan Scope and Applicability

This Plan applies to all aspects of public outreach and stakeholder communications under the
direction of project leadership and the communications team. The proper execution of the
communication tasks, as assigned by project leadership, requires PIOs to be kept apprised of
relevant guidelines, facts, data, public outreach opportunities, and other pertinent topics that
assist the PIOs with accomplishing the approved objectives and plans and make changes as



needed. The PIOs will need autonomy to carry out their communication responsibilities based
on their professional competencies and in a manner consistent with the overarching principles
and standards established by the City of Idaho Falls and its leadership.

Roles and Responsibilities
Mavyor and City Council

Provide review, input, and approval of the Communications Plan.

Project Leadership

Provide oversight, direction, guidance, approvals, insight, and funding for public
outreach material as deemed necessary and appropriate to accomplish objectives.
Work with the communications team to brainstorm and recommend stakeholder
communication methods and delivery channels.

Keep the communications team appraised of the project status and any changes to the
project scope and/or impacts.

Assist with verifying and approving information for public outreach material.

Attend external and internal communication meetings with various stakeholder groups
as outlined in the Plan.

Project Lead Public Information Officer

Create, regularly review, and update the Plan and public outreach material.

Attend project and communication meetings.

Attend community partner and other stakeholder meetings as deemed appropriate by
project leadership.

Create public outreach material, ensuring the information is accurate, appropriate,
timely, and vetted by project leadership.

Deliver public outreach material to various stakeholders using various communication
tools as outlined in this Plan.

Prioritize communications work to match available resources.

Respond to media requests and schedule interviews.

Respond to questions and concerns from the public, stakeholders, social media users,
and media.

Keep project leadership and communications team apprised on Plan progress, including
capabilities and constraints to achieving objectives as well as recommendations for
addressing any shortcomings.

Legal and Ethical Considerations

All public outreach material developed and disseminated by the City of Idaho Falls will be
tested against the highest ethical and legal standards to ensure that the City of Idaho Falls
serves the public in a manner consistent with its mission statement to the best of its ability.



In the spirit of and in compliance with Idaho’s open meeting and public records laws,
the City recognizes that the public’s business should be done in an open and transparent
manner.

The City will make reasonable efforts to ensure that the information concerning the
City’s mission and goals are available to all audiences despite the many barriers that
could hinder effective communication, to include, but not limited to, access to media,
technology, language, and physical disabilities.

The City will strive to proactively educate stakeholders and the public with complete
and accurate information on issues that are, or may be, considered by the City and its
departments.

SWOT (Strengths, Weaknesses, Opportunities, and Threats) Analysis

Strengths

The City of Idaho Falls employees PIOs whose job is to primarily, or in part, manage
communications, public education, and public relation efforts for its departments.
Robust communication tools and capabilities that facilitate communication and the
dissemination of information.

Strong internal and external relationships with various stakeholders.

Commitment to communicating through staffing, dedicated budgets, and committed
resources/support.

PIOs have established relationships with local media outlets to assist with public
outreach. Some of their skillsets include writing press releases and educational material,
creating graphics, photography, and videography.

Dedicated personnel to present and attend conferences, public meetings, and other
outreach opportunities.

Weaknesses

PIOs working on multiple communication needs for various large projects may
experience delays when completing deliverables.

PIOs often shift priorities and projects to accommodate immediate needs, including the
needs from public safety departments during emergencies.

Multiple communication tools and platforms used by the City of Idaho Falls require
additional time by the PIOs to disseminate information to a large and diverse audience
and cannot be accomplished simultaneously.

Higher Public Outreach Planning (POP) scores may result in the need for more public
outreach material beyond what the PIOs are capable of accomplishing due to time
and/or budget constraints.

Lack of internal communication about the scope or changes to the project may result in
miscommunication with various stakeholders.

Opportunities

Prioritize stakeholder communication objectives to ensure that the most critical
information is addressed first.



e Regular meetings with various stakeholder groups will ensure two-way communication
and the opportunity to voice concerns and work through potential challenges.

e Identify and verify all information to be shared is accurate, consistent, and unified.

e The lead project PIO works closely with other City PIOs to ensure that communication is
conducted in the most effective and efficient way possible while ensuring that the City is
speaking with one unified voice.

e Ability to utilize PIO skillsets to create graphics, press releases, photos, videos, and other
public outreach material that can be shared with various audiences.

e Ability to utilize PIOs who have the knowledge, skillsets, and communication channels to
broadly disseminate practical and purposeful information to various stakeholder groups.

Threats

e Effective and clear communication to all demographics throughout the city due to the
complexity of the topic and the variables associated with the project.

e Potential limitations on available personnel and financial resources to disseminate
public outreach material and carry out communication objectives and tasks.

e Poorly defined roles, responsibilities, expectations and goals could cause confusion,
frustration, and delays in completing tasks and deliverables.

e Achange in the project details, scope, or direction during project execution may require
additional public outreach and could cause confusion, frustration, delays,
disinformation, and misinformation within various stakeholder groups.

e Rumors, disinformation, and misinformation about the project, particularly on social
and traditional media, about the project may result in loss of the public’s trust and may
require additional time from project leadership and the communications team to
manage, correct, adjust communication strategies and outreach, and rebuild trust.

Alignment and Integration

The full implementation of this Plan will be carried out upon approval of project leadership, in
coordination with the communications team, and will include developing messaging aimed at
articulating the connection between the Plan and:

The city's mission, vision, and goals for the project

Comunity stakeholders

The communications team and their activities

The communications team will regularly evaluate opportunities for integrated messaging
throughout various communication platforms, including traditional and social media, while



allowing the communications team to react quickly to changes and challenges inherent on
social media platforms.

All communication plans and activities will be developed and executed within the context of the
City’s, in coordination with City departments’ overarching mission, goals, and objectives.

Community Partners, Audience, and Stakeholder Identification

In broad strokes, the primary target audience includes the stakeholders listed below. In more
practical terms, the target audience for any particular piece of communication from the City of
Idaho Falls depends on the type of message, the nature of the message, the current needs,
available communication resources and tools, and the particular situational circumstances at
the time.

The communications team will regularly review needs and options for public outreach to
determine which potential audiences are to be specifically targeted recipients of
communications under the particular set of circumstances at hand. In many cases, audiences
may be non-applicable, redundant, or apply to all. The rationale behind creating public
outreach material and objectives is to err on the side of considering too large a list, then to
reduce it purposefully, as opposed to considering a smaller audience at the risk of leaving
important audiences out of receiving messaging.

Stakeholders

Community Partners

Due to the close proximity of the elevated water tower to the following adjacent properties or
entities associated with those properties, as well as the number of individuals associated with
them, additional communication and outreach will be needed to keep those directly impacted
informed throughout the construction process either by attending board meetings, including
them in project coordination meetings, and/or scheduling additional outreach as necessary. It
is important to recognize that additional community partners may be identified as the project
progresses.

e Property owners adjacent to the new elevated water tower
e |daho Falls Downtown Development Corporation

e |daho Falls Public Library

e |daho Falls Power

e State of Idaho Building

Additional Stakeholders

It is important to recognize that additional stakeholders may be identified as the project
progresses and that previously uninterested members of the public may become stakeholders.
This Plan will be reevaluated as new stakeholder groups are identified to determine if an
additional level of public outreach is necessary.

e City residents
e Local elected and appointed officials (city council, county commissions, planning
commissions)



e Adjacent property owners/renters (residential, commercial, industrial, education,
religious, government, non-profit)

e Adjacent property renters (residential, commercial, industrial, educational)

e Facility users (commuters, truckers, business customers, major regional employers, etc.)

e Other downtown businesses not represented by the Idaho Falls Downtown
Development

e Neighborhood organizations

e Traditionally underserved populations who may be impacted, such as minority
groups/leaders, low-income population

e Business and civic organizations (Chamber of Commerce, Rotary, Civitans, City Club,
etc.)

e Growth-management interest groups

e Other special interest groups

e Media - traditional and social

Communication Ideas

Inform
Educate
Reinforce

Include links to Keep messages
additional simple, but deep
information. in meaning.

Build &

maintain
trust.

Include an "ask" Keep easy to
where understand and
appropriate. accessible.

Speakin a
unified voice.

Guidelines for Printed Material

All written and printed materials must adhere to the standards outlined in the City of Idaho
Falls Graphic Design Manual, must have a similar look and feel throughout the project, and
must follow the guidelines outlined below:

e Material should be inviting, easy to read (7t grade reading level using words fewer than
three syllables, sentences with 15 to 20 words and paragraphs of 3 to 5 sentences).

e Material should be free of jargon. If technical terms are needed, explain the term.

e Material should be conversational in tone and answer the questions, who, what, why,
when, where, and how.



e Material should include contact information for additional information including phone
number, email address, and website.

Logos
Either the City of Idaho Falls or the Idaho Falls Public Works logo must appear on all printed
material.

Logos of partnering contractors, consultants, or vendors should not appear on printed materials
intended for the public.

Communication Delivery Methods and Tools

PIOs are afforded discretion in selecting and employing the delivery methods and tools for
transmitting information to their desired audiences in any particular set of circumstances. It is
important to note that effective outreach must be designed to fit those circumstances.

This Plan provides an overview of public outreach process and tools that will be used to meet
current needs for this phase of the project as identified through the POP process and direction
from project leadership. Experience shows that project impacts evolve and change for various
reasons and therefore the public outreach plans will evolve and adopt to match needs. All of
the following communication tools will be used throughout the two-year construction phase:

Internal Planning and Communication Tools
e Pre-Construction meeting
e Regular communication meetings
e City Council meetings
o Quarterly updates to City Council by project leadership

External Communication Tools
e Press releases
o News stories / media Interviews
o Photographs and videos
e Social media posts
o City Facebook, Twitter, and Instagram pages
o Local medias’ social media page(s)
e City of Idaho Falls mobile app
e City of Idaho Falls Water Tower webpage with links to:
o Press releases
Construction parking map
Q&A
Timelines
Project updates
o Media kit
e Variable message boards if/as needed

o O O O

e Text messages
e Signage



o Construction parking map located inside the library and other adjacent
businesses
o Additional temporary parking and directional signage
= Include a QR code linked to on-line construction parking map
e Windshield flyers on vehicles parked in lots adjacent to the library one week prior to
construction.
e Weekly project coordination meetings
o Public Works personnel
o Contractor personnel
o Impacted property owners
e Community partner communication tools (social media, newsletters, meetings, etc.)
Idaho Falls Public Library
Idaho Falls Downtown Development
Idaho Falls Power
State of Idaho Building
Area businesses
Other stakeholder groups
e Community partner board meetings
o Idaho Falls Public Library
o Idaho Falls Downtown Development

O O O O O O

Strategic Implementation and Action Plan

The following prioritized list of objectives and monthly schedules were developed to ensure
effective communication throughout the two-year construction phase of the elevated water
tower project. It is important that all members of the project leadership and communication
team pursue these steps in a manner that is consistent with the City of Idaho Falls’ and its
departments’ overarching guidelines to ensure efficient and effective communication,
transparency, accuracy, and timeliness throughout the communication process while having the
flexibility as outlined in the scope and applicability section of this Plan.

Goals, Objectives, and Success Indicators

Goal 1: Pre-Construction
Provide a clear understanding of project outcomes, tasks, and timelines to City
personnel and contractors while identifying resource needs, roles, and expectations.

Objective 1.1: Conduct a Pre-Construction meeting to discuss construction plans with
Public Works staff, contractors, and department lead PIO.

Success Indicators: A clear definition and understanding of outcomes, needs, work
plans, and expectations.

Goal 2: Pre-Construction
Provide a clear understanding of communication needs for the two-year construction
phase of this project.



Goal 3:

Goal 4:

Goal 5:

Goal 6:
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Objective 2.1: Conduct weekly communication meetings with Public Works leadership
and lead PIO, as well as additional personnel as deemed necessary by leadership, to
identify resource needs, expectations, timelines, frequency, and roles to accomplish
communication needs and make any necessary adjustments.

Success Indicators: A clear definition and understanding of needs, work plans,
resources, and expectations.

Pre-Construction
Provide a clear understanding of communication plans to elected officials.

Objective 3.1: Present, discuss, make recommendations, and edit the Communications
Plan as needed with the understanding that the Plan tools and strategies will be
updated by project leadership and the communications team as needs arise throughout
the construction phase.

Success Indicators: Finalize the Communications Plan.

Pre-Construction
Provide a clear understanding of the project overview and Communications Plan to
community partners.

Objective 4.1: Present a project overview and the Communications Plan at Board
meetings and/or other applicable meetings as outlined in the schedule below.

Success Indicators: A clear understanding of the project and strategies for
communication.

Pre-Construction
Inform the public and identified stakeholders about construction plans by using the
identified strategies, resources, and tools as outlined and approved in this Plan.

Objective 5.1: Implement the strategies, resources, and tools outlined and approved in
this Plan.

Success Indicators: Utilization of all the identified tools to provide a clear understanding
of construction plans, timelines, impacts, parking, and where to go for additional
information and updates.

Construction

Regularly review and update all elements of the Communications Plan to ensure
continued communication with stakeholders as needs arise throughout the construction
phase.

Objective 6.1: Conduct regular internal meetings with project leadership and the
communications team.

Success Indicators: A Communications Plan that is updated, current, and meets the
needs of identified stakeholders and any additional stakeholders identified throughout
the construction phase.



Goal 7: Construction
Update elected officials of project and communication needs and plans.

Objective 7.1: Provide quarterly updates at City Council meetings.
Success Indicators: An updated and informed City Council.

Goal 8: Construction
Keep community partners and other stakeholders informed and updated.

Objective 8.1: Provide periodic construction updates as deemed necessary as the
project progresses through the construction phase.

11



Communication Schedule and Deliverables

Monthly Schedule

Pre-Construction
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February 2023
Goal Description Audience Tool(s) Frequency Lead
Plan & Pre- Public Works N/A One time Public
Coordinate Construction staff, Feb. 6 Works
Meeting contractors,
project lead PIO
Plan & Communication Public Works Drafts: Weekly Public
Coordinate Planning leadership, Communications Feb 23 Works
Meeting project lead PIO  Plan, press release, Director
and parking map
March 2023
Goal Description Audience Tool(s) Frequency Lead
Plan & Communication Public Drafts: Weekly Public
Coordinate Planning Works staff, Communications March 9 Works
Meeting Project Lead Plan, press March 16 Director
PIO, City release, and March 23 (no meeting)
PIO, Chief of parking map March 30 (include
Staff representation from
IFDDC, Library, IFP)
IFDDC Board Board Drafts: Monthly Project
Meeting members  Communications March 7 Lead
Plan & parking PIO
map
Library Board Board Drafts: Monthly Public
Meeting members  Communications March 23 Works
Plan & parking Director
map
April 2023
Goal Description Audience Tool(s) Frequency Lead
IFDDC Executive Updated Drafts: April 6 Project
Director Communications Lead PIO
Plan & parking
map
Plan & Communications Public Updated Weekly Public
Coordinate Planning Works staff, Communications April 6 Works
Meeting project lead Plan, press April 13 Director
PIO, City release & April 20
PIO, Chief of parking map April 27
Staff
Review City Council Mayor, City Drafts: April 10 Public
Communications meeting Council, Communications Works
Plan Public Plan & parking Director
map
m IFDDC Board Board Final: Monthly Project
meeting members  Communications Lead PIO
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Plan & parking
map

Public outreach All All external April 10-11 Project
following City stakeholder = communication Lead PIO
Council approval groups tools identified
of in this Plan
Communications
Plan
Inform & Project Adjacent N/A Weekly Public
address coordination property (April date to Works
concerns meetings owners, be determined.) staff,
contractors, Project
PW staff Lead PIO

Construction
May 2023- Completion of Construction

Goal Description Audience Tool(s) Frequency Lead
Review Communication Public Communications Monthly Public Works
communication planning Works staff, Plan and Director
plans and meeting Project Lead outreach
make PIO, City material
adjustments P1O, Chief of
Staff
Update & IFFDC & Library Board N/A Monthly or Project Lead
address Board meetings members as needed PIO and/or
concerns Public Works
Director
Inform & Project Adjacent N/A Weekly Public Works,
update coordination property during Project Lead
meetings owners, active PIO
community construction
partners,
contractors,
PW staff,
Project Lead
PIO
Public & All External As needed Project
Stakeholder stakeholders communication leadership &
Updates tools as deemed communication
appropriate team
depending on
phases of

construction.

Background Information

Refer to the Water Tower website for the history of the elevated water tower and other
information and resources.

Source: Idaho Transportation Department Public Qutreach Planner



https://itd.idaho.gov/pop/

